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DETAILED ACTION 

Information Disclosure Statement 

1 . The information disclosure statement (IDS) submitted on April 19/2004 was in 
compliance with the provisions of 37 CFR 1 .97. Accordingly, the information disclosure 
statement is being considered by the examiner. 

Claim Rejections - 35 USC § 102 

2. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a foreign country or in public 
use or on sale in this country, more than one year prior to the date of application for patent in the United 
States. 

3. Claim(s) 21-40 are rejected under 35 U.S.C. 102(b) as being anticipated by 
Dumas etal. (US 5,519,773). 

Regarding claim(s) 21, 30, 39 and 40, Dumas discloses a method of assigning a 
number of agents in a pool of agents to a preferred state and assigning a number of 
agents in the pool of agents to another state, where the preferred state is one of an 
inbound state and an outbound state and the other state is one of the outbound state 
and the inbound state (FIG. 1 and column 1, lines 6-7), the method comprising: 

determining a first number of agents for assignment to the preferred state based 
on an expected call rate (column 3, lines 1 1-26); 
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determining a second number of agents for assignment to the preferred state at a 
first time based on a first call rate sampled at the first time, and assigning the second 
number of agents to the preferred state (column 3, lines 1 1-26); 

determining a third number of agents for assignment to the other state at the first 
time based on the magnitude between the first number of agents and the second 
number of agents, and assigning the third number of agents to the other state (column 
3, lines 46-53); 

receiving a second call rate sampled at a second time (column 3, lines 28-33); 

determining a fourth number of agents for assignment to the preferred state at 
the second time based on the received second call rate sampled at the second time 
(column 3, lines 54-59); and 

changing the number of agents assigned to the preferred state by an amount 
equal to the magnitude between the second number and the fourth number (column 3, 
lines 60-67). 

Regarding claim(s) 22 and 31, Dumas discloses a method, wherein the 
preferred state is the inbound state (column 3, lines 1 1-26). 

Regarding claim(s) 23 and 32, Dumas discloses a method, wherein the first 
number of agents for assignment to the preferred state is based on a grade of service 
specification (column 4 lines 15-21). 
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Regarding claim(s) 24 and 33, Dumas discloses a method, wherein the grade of 
service specification comprises a probability that an inbound call will be in a queue for a 
time longer than a specified time period (column 4, lines 15-21). 

Regarding claim(s) 25 and 34, Dumas discloses a method, wherein the first 
number of agents for assignment to the preferred state is based on an average call 
duration (column 4, lines 53-65). 

Regarding claim(s) 26 and 35, Dumas discloses a method, further comprising 
changing the number of agents assigned to the other state by an amount equal to the 
magnitude between the second number and the fourth number (column 4, lines 53-65). 

Regarding claim(s) 27 and 36, discloses a method, further comprising: 
receiving agent activity information (column 3, lines 1 1-26); and 
if changing of the number of agents assigned to the preferred state indicates a 
decrease in the number of agents assigned to the preferred state, reassigning a number 
of idle ones of the number of agents assigned to the preferred state to the other state 
(column 3, lines 11-26). 

Regarding claim(s) 28 and 37, Dumas discloses a method, further comprising: 
receiving a third call rate sampled at a third time (column 3, lines 1 1-26); 
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determining a fifth number of agents for assignment to the preferred state at the 
third time based on the received third call rate sampled at the third time (column 3, lines 
11-26); and 

changing the number of agents assigned to the preferred state by an amount 
equal to the magnitude between the fourth number and the fifth number (column 3, lines 
11-26). 

Regarding claim(s) 29 and 38, Dumas discloses a method, further comprising: 
determining a rate of change between the call rate at the first time and the call 
rate at the second time (column 3, lines 1 1-26); and 

adaptively altering an update interval for call rate sampling (column 4, lines 52- 

65). 



Conclusion 

4. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Gerald Gauthier whose telephone number is (571) 272- 
7539. The examiner can normally be reached on 8:00 AM to 4:30 PM. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Fan Tsang can be reached on (571) 272-7547. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. 
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Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 
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